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BOWLING LEAGUE 
IMPROVES 
AVERAGES Blue Cross 
Blue Shield 
of Florida "We've got some of the 
highest averages we've ever 
had," said Bowling League 
President Don Wilson. "Our 
three or four top players are 
consistently improving." 
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Flakey Blanton is one 
example. At midseason he had 
bowled a 200 average, the 
highest average ever bowled in 
the league for that period. He 
and his wife Carol have bowled 
for several years with the 
league. Carol is a medical 
analyst for the Plan. 
Brenda Bruce of the Playmates team and Rolie Sayward of the Non 
Producers keep score as their teammates bowl. 
Scott Ausum also scored a· 
record this season. He rolled a 
289 early in the season for th·e 
highest men's game score in the 
recent history of the league. 
Ausum and Charles Thompson 
tied for second place with a 194 
for midseason averages. 
More recently Charles 
Thompson won an MBA 
Tournament with a 242 average 
over ten games. His first place 
win carried an $800 purse. 
In other midseason standings, 
Rose Anne Davis carried the 
highest women's average at 
184, followed by Diane 
Thompson with 177. Dianne 
Davis and Sandy Jennings tied 
for third with 160. Rose Anne 
Davis also bowled the highest 
women's game with a 236. 
Brenda Shepard tries for a strike. She 
is an internal auditor for tne Plan. 
j John Winslow and Charles Thompson 
get ready to bowl for their team. 
"We have some serious 
players," said Wilson, "but we're 
a fun league, too. To even out 
the competition for everybody, 
we use a 90 percent handicap. 
Last year there was only one 
team that didn't have a chance 
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Most of the teams are running 
a close competition again this 
year. The Non Producers led 
the league at the half. 
"For the type league we 
have," said Wilson, "we are as 
good as any and better than 
most. We have fun, but we have 
good bowling, too." 
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Marketing Head ls Optimistic About 1983 
" . . .  recommendations of the Marketing Task Force 
were implemented and began to have an impact. . .  " 
Editor's Note: In order to assess the 
marketing progress of 1982 and to find out 
about plans and programs for 1983, 
PROFILE interviewed Marketing Senior 
Vice President, Mike Cascone. 
PROFILE: What do you believe were the 
key marketing accomplishments in 1982? 
Cascone: The number one accomplishment 
was that recommendations of the 
marketing Task Force were implemented 
and began to have an impact on Local 
Group marketing results. All of our 
employees were involved, in some way, in 
the Local Group success. 
With National Special Accounts, we 
experienced success early in the year by 
winning the Hospital Corporation of 
America bid with its 10,200 employees and 
renewing the State Group to a four year 
contract. Results were not as good toward 
the end of the year. We were notified that 
we lost the DuPont account nationally -
which could signify problems of controlling 
our Par Plan enrollment. However, we are 
looking forward to sales of control plan 
accounts in 1983. 
In the last half of 1982, we accelerated 
our internal staffing development, added 
additional skills and built 'the current 
organization to sell our Direct Pay 
products. After the slight increase of 670 
contracts in 1982, we are looking forward 
to successfully marketing Complementary 
Coverage 11 and Dimension 111 products in 
1983. 
In 1982, efforts put into place started 
having a positive impact. With the promise 
of continued corporate-wide support for 
marketing opportunities, I am very 
optimistic about our potential for success 
in 1983. 
PROFILE: Just what is meant by, 
"corporate-wide.support" for marketing 
opportunities? 
Cascone: We are looking for a total 
commitment from the corporation. Most of 
the employees in the corporation are 
isolated from our customers. That is, they 
"The image advertising campaign . . .  created a family 
feeling once again." 
don't deal with our customers� on a day-to­
day basis. But every employee's 
performance has an impact on our 
customers' perceptions of us. 
In terms of cost and superior customer 
service, everyone becomes important. 
With the help of every employee, 
throughout the company, we can offer the 
most complete package of sevices at the 
best value to our customers. 
PROFILE: What are your expectations for 
this year? 
Cascone: The chances for success in all 
lines of business are good this year. We 
don't have the big negative (the loss of the 
36,000 Southern Bell contracts) that we had 
at the beginning of last year. We've had six 
straight months of gain in the Local Group 
market. In National Special Accounts, 
groups are sold based on two and three 
year sales efforts. We expect that results of 
some of our long-term efforts will show up 
this year. 
In 1982, through the skills and dedicated 
efforts of our employees, we began 
correcting performance problems, fixing 
little things. Last year's changes were small 
in comparison with what we can do this 
year. We are looking forward to significant 
performance improvements in all areas of 
the corporation. 
Almost as important as improved 
performance is our image, or how we are 
perceived by others. We should be proud of 
everything we do. Every employee must be 
proud to say to anyone at any time that 
they work for Blue Cross and Blue Shield 
of Florida. And when you get right down to 
it, our employees are the image of this 
company. 
PROFILE: You mentioned image. How 
would you assess the introduction of our 
image advertising campaign and the theme, 
"Take a Closer Look," in support of 
Marketing? 
Cascone: The image advertising campaign 
added a synergism to all the various 
"Our employees are the image of this company." 
activities throughout the company. It 
helped raise spirits. It improved our 
confidence in ourselves. And it created a 
family feeling once again. 
The "Take a Closer Look" theme gave 
employees, including those in our field 
offices, a sense of pride in pulling for our 
company. 
In 1982, we did much more advertising 
than we had in recent years. With the 
continuation of the campaign this year, we 
are asking that customers and potential 
customers take that closer look at our 
improved products and services. 
PROFILE: Finally, what do you see as the 
biggest barriers to successfully marketing 
our products? 
Cascone: First, we still are not vie\Ned as 
"the experts" or as superior performers by 
our publics. We must demonstrate our 
capabilities through results. If anyone in 
our State is going to affect the increasing 
cost of Health Care - it should be through 
our leadership. Our customers depend 
upon us to spend their money prudently. 
They also depend upon us to handle their 
claims and inquiries in an excellent 
manner. 
Next, we must improve the networks, 
discipline, and capability to collect, monitor 
and analyze information in a timely 
manner. In order to make the appropriate 
marketing decisions (whether it is product, 
price, promotion or people) we must have 
current and reliable information. The risks 
involved in decision making varies directly 
with the gap between needed information 
and available information at the time a 
decision is made. Reducing this gap 
reduces the risks and increases the 
opportunity for success. 
Each of these are feasible especially 
when we combine our strengths as we did 
in 1982. I am convinced we will succeed 
because of ourtotal corporate effort. 
Recognizing the challenges and working 
together will make us the best. 
MARKETING AWARDS 
The Marketing staff rallied behind the 
theme "Combining Our Strength" at its 
1983 'Annual Sales Meeting on Jan. 24, 25 
and 26 in Marco Island. 
One important order of business was to 
recognize outstanding sales efforts. Five of 
the most successf u I salespeople of 1982 
were honored. 
Those five people with the highest 
achievements in the categories of new 
sales, sales retentions and net gain in sales 
were inducted into the President's Club. 
Account executive Dick Hadaway of 
Jacksonville, senior sales representative 
John Etchart of Gainesville and sales 
representative Donald Volpe of St. 
Petersburg had the highest numbers of new 
Don Volpe, sales consultant from St. Petersburg 
receives one of his four awards from Marketing 
Senior Vice President Mike Cascone. 
sales. For sales retentions, account 
executive Bill Moore of St. Petersburg, 
senior sales representative Jonathan Neal 
of Tallahassee and sales representative 
Volpe scored highest. Hadaway, Etchart 
and Volpe also swept the net gain category. 
During a six-month sales context, 
winners were Volpe, first place: Yvonne 
Booker of Tampa, second; and Charlie 
Sharpe of Tallahassee, third. 
In district team competition, the St. 
Petersburg district won in the retention 
category and the Gainesville district won in 
both the new sales and net gain categories. 
Regionally, Central won for the highest 
retention rate and Northern won for most 





Who would have ever guessed that those 
high school Spanish lessons would mean 
so much? "Customers are surprised when 
they learn that I speak Spanish. Then they 
are thankful. They just bless me with 
everything they have," said Rosa Salinas. 
Salinas is one of the new customer service 
representatives hired with the addition of 
the South Florida Medicare B contract. 
Salinas' family speaks Spanish, but Salinas 
took five years of Spanish classes to polish 
her written skills. The Florida Plan is glad 
she did. 
"South Florida is largely a Spanish­
speaking area -- and that goes for doctor's 
offices and suppliers as well as 
beneficiaries," said Angie Roddenberry, 
supervisor in Telecommunications. "So in 
order for us to provide superior customer 
service to them, we began looking for 
customer service representatives who 
could speak Spanish," she said. Thus. 
eighteen Spanish-speaking customer 
service representatives joined the Medicare 
Part B Telecommunications and Written 
Correspondence departments between 
August and October. 
"But we didn't hire these new 
represent�tives just because they could 
speak Spanish," said Roddenberry. They 
had to meet all normal job requirements, 
according to Roddenberry. The fact that 
they speak Spanish is an extra benefi-t f0r 
the Plan, she said. 
Who are these new Plan employees? 
Well, being able to speak Spanish is about 
the only thing these new representatives 
have in common. "We're just 'variety' 
people I guess," said Salinas. By 'variety' 
people Salinas means that Latin people in 
the United States have a wide variety of 
backgrounds. And that is certainly true of 
the new representatives at the Plan. 
Salinas, for example, is of Mexican 
descent. But her family moved to Indiana 
during her teenage years. "We stuck out 
like a sore thumb in Indiana," she recalled. 
But Indiana is where she developed a 
desire to use her Spanish-speaking skills. 
She worked as a driver's license clerk. 
"Before I started in that office, Latin people 
avoided the bureau," she said. "That's when 
I realized how I could help Latin people." 
Another new Spanish-speaking 
representative, Francisco Gutierrez, has a 
varied background indeed. He and his 
sister came to the United States from Cuba 
when they were only 13 and 10. They were 
cared for by Catholic charities until their 
parents joined them two years later. 
In his educational background, Gutierrez 
completed three years of school toward a 
medical degree in Spain and then settled 
on a master's degree in Fine Arts from 
Empora State University in Kansas. He has 
taught special education, has counseled 
mental patients as a social worker, and 
now, he said, "I'm punching the computer." 
Gutierrez works in Written 
Correspondence. 
A third new representative grew up in 
Puerto Rico. Raul Del Valle attended 
college at Southwestern Union College in 
Texas and will be attending the University 
of North Florida for a degree in Business. 
"One thing I like is that my job is a 
Francisco Gutierrez, originally from Cuba, helps 
beneficiaries through written correspondence. 
service to people, and I like to see people 
happy," said Del Valle. "When I get a call 
and right off the bat a person asks 'Do you 
speak Spanish?' they say 'Oh, I'm so glad.' 
They really appreeiate it." 
"I realized 







"One thing I like is that my job is a service to 
people," says Raul Del Valle, customer service 
representative. 
These three customer service 
representatives show that superior 
customer service is one corporate objective 
that the Florida Plan can now communicate 
- in both English and Spanish. 
Safety Knowledge Saves Lives 
Last September, Judith Kennedy, a petite 
young secretary in Technical Support, had 
been under heavy medication for an illness. 
One day at her desk she felt faint. She tied 
her phone lines in with a coworker and left 
for the restroom. Thank goodness she told 
someone. 
"I saw the commotion of people looking 
for the nurse's number," said June Dowdell, 
a professional medical analyst and 
registered nurse. June went to the restroom 
and found Gloria Herring, another analyst 
and registered nurse, feeling the pulse of 
Judith's limp body. "I asked Gloria if she 
was getting a strong pulse," said June. 
The ominous answer "I was" spurred the 
two women into action. Gloria started 
pumping Judith's body with the heel of her 
hand, while June began giving Judith 
artificial respiration. Nothing happened. 
Finally, June took a deep breath and blew 
hard, almost violently. Judith responded. 
By the time the nurse and the rescue squad 
arrived, Judith was sitting up. 
"It didn't dawn on me until later that she 
could have died," said June. "We were as 
cool as cucumbers while it happened. The 
· others just stood looking at her -- they 
didn't know what to do." 
Says Judith, "I just thank God that June 
did know what to do. It's a good thing it 
happened on the sixth floor." 
The Safety and Security Department 
doesn't want that knowledge limited to the 
sixth floor. Beginning in March, the 
department will be sponsoring cardiac 
pulmonary resuscitation (CPR) classes and 
first aid training to all safety captains and 
security guards, according to Building 
Maintenance and Security Manager, Greg 
May. "We would like to have at least one 
person trained in CPR and first aid on every 
floor," said May. 
The CPR class will meet for one hour a 
week for three weeks. The first aid class 
will run for a total of 10 hours. "We hope we 
will be able to offer this training to all 
employees after our safety personnel are 
trained," said May. About 50 safety 
captains signed up for the classes at the 
January safety captain meeting. 
Any safety captains who would like to 
take the CPR or first aid courses and who 
did not sign up at the January meeting may 
call Billy Alsobrook at extension 6222. 
Judith Kennedy, a secretary in Technical 
Support, says that she is lucky that June 
Dowdell and Gloria Herring knew what to 























































































Florida Plan A Leader In CHG Program 
In 1978, the Blue Cross and Blue Shield 
Plans agreed on the need for a certification 
program for health insurance professionals. 
About fifteen Plans, including the Florida 
Plan, took the lead on the development of 
this certification. 
Bert Bevis, major accounts consultant for 
the Florida Plan, helped create the Certified 
Health Consultant Program. "We wanted to 
reward qualified individuals involved in 
marketing human health care financing 
with professional recognition," Bevis said. 
"The life insurance professionals can 
receive their Chartered Life Underwriter 
(CLU) status. We hope the Certified Health 
Consultant (CHC) will become as widely 
accepted in the health insurance field as 
the CLU has become in the life insurance 
field," said Bevis. 
The training program to become a CHG 
involves six self-study courses, two week­
long intensive training sessions, and a 
series of exams. But Bob Zumstein, the 
CHC program administrator for the Blue 
Cross and Blue Shield Association, notes 
that the only thing really required to receive 
the CHC is the passing of the exams. Most 
people, however, need the review and 
training. The exams are based on the 
practical application of six areas of 
knowledge: health care financing, pricing 
and underwriting, selling, products, the 
market and the competition, and health 
care economics. "If you don't have all the 
knowledge from experience in these areas," 
said Zumstein, "then the coursework 
certainly helps." 
After Bevis helped design the program, 
he became a CHC. "Since I was on the task 
force for the development of the program," 
said Bevis, "it was only natural for me to 
take the course." Thus the Florida Plan had 
one of the first CHCs in the country. 
Today there are 169. Nine of those are 
from the Florida Plan. And the Florida Plan 
Saving A Child 
Margaret Lamkin, one of the safety 
captains who signed up for both CPR and 
first aid classes, is an Other Carrier Liability 
analyst on the sixth floor. She witnessed 
the saving of Judith's life. "I can't express 
the feeling of helplessness of watching 
Judith," Margaret said. "The next time I 
want to know what to do." 
Recently, she did know what to do. One 
Sunday last month, a woman gave 
Margaret's two-year-old daughter a piece 
of candy during church. "Beatrice was 
sucking on the candy and sucked it down 
her throat," said Margaret. "I heard her 
Margaret Lamkin, an Other Carrier Liability 
analyst, tells about her recent experience of 
saving her own daughter from choking. 
"We wanted to reward qualified individuals 
involved in marketing health care financing 
with professional recognition," said Bert 
Bevis, one of the originators of the Certified 
Health Consultant Program. 
follows only Indiana and New York in the 
number of employees currently enrolled in 
the CHC program. The plan has 25 people 
working toward their CHCs. 
Why is the CHG program important? 
"The program helped me take a quantum 
leap in knowledge," said John Fraser, one 
of the first Florida Plan CHCs. He is district 
manager in St. Petersburg. "And with more 
knowledge, I gained more confidence," 
said Fraser. "The program also widens your 
perspective. During the week-long training 
sessions at Purdue University, I was able to 
share ideas with other Plans. I can't stress 
enough the benefit of that exposure to 
other Plans." 
Mike Sapp, manager of marketing 
training, administers the program at the 
Florida Plan. He adds, "Through this 
make a funny noise. When I realized what 
had happened, I hit her two blows in her 
back. But it didn't work. I put my arms 
around her abdominal cavity and pulled 
hard." The candy dislodged. 
"Luckily I had read an article in PROFILE 
two years ago about what to do when 
someone is choking," said Margaret. "That 
information was helpful - my daughter's 
alive. I volunteered to be a safety captain. 
You better believe I want to know what to 
do." 
How To Help A 
Choking Person 
The most widely-accepted procedure 
used to assist a choking person is the 
Heimlich Manuever. Simple and easy to 
perform, the manuever forces the 
diaphragm upward, which compresses air 
into the lungs and forces the object from 
the windpipe. 
1. If the victim is sitting or standing: 
A. Get behind the choking victim and wrap 
your arms around the victim's waist. 
Let the upper part of the victim's body 
slump forward. 
B. Grab your fist with your other hand. 
Place the thumb side of the fist against 
the victim's abdomen, just above the 
navel and below the rib cage. 
C. Strongly press your fist into the 
victim's abdomen with a quick upward 
thrust. Repeat this several times if 
necessary. 
program, our sales force is moving to a 
consultant status. This is our effort for our 
company to be the leader in the industry. 
We want to make our sales people stand 
out from the rest." 
Even though the CHC designation for 
sales personnel is an objective of the 
training program at the Florida Plan, there 
is not movement to put every sales-related 
person through the program. "We want to 
limit participation to those who will benefit 
most from the program," said Sapp. "Those 
considered must have at least three years 
experience. If that criteria is met, then our 
first priority is to send our field sales 
representatives through the program. Next 
we consider our sales managers and finally 
we send direct support personnel," said 
Sapp. "We want to make it an honor to be 
selected to go through the program." 
Currently, the CHC program is also 
limited to Plan personnel, but opening up 
the training to others in the health 
insurance industry is a long-term goal. 
"Recognition of the CHC is limited while 
the program is confined within the Blue 
Cross and Blue Shield Association," said 
Bevis. "It's important for our senior sales 
people to be able to demonstrate their 
knowledge and expertise through this 
program." But the CHC will be a more 
effective symbol when the program is more 
widely used. 
But the CHC is certainly a start in 
professional recognition. The nine CHCs in 
the Plan are: Bert Bevis; John Fraser; Byron 
Belcher, Jacksonville district sales 
manager; Pete Anderson, Ft. Lauderdale 
district sales manager; Bill Howard, 
northern regional manager; Dick Hadaway, 
account executive; Bob Reynolds, Ft. 
Myers district sales manager; Gary 
Karasick, director of the field service 
center; and Barry Noorgian, Orlando 
district sales manager. 
2. If the victim has fallen to the floor: 
A. Turn him on his back, face the victim 
and kneel astride his thighs. 
B. With one hand placed on top of the 
other, put the heel of your bottom 
hand slightly above the navel and 
below the rib cage. Strongly press into 
the abdomen with a quick upward 
thrust. 
Finally, two important things to 
remember. First, make sure you know if the 
victim is choking or suffering from a heart 
attack. A heart attack victim can speak and 
breathe, whereas the choking victim can do 
neither. Secondly, if a child is involved, a 
less amount of pressure should be used in 




AVERAGES Blue Cross 
Blue Shield 
of Florida "We've got some of the 
highest averages we've ever 
had," said Bowling League 
President Don Wilson. "Our 
three or four top players are 
consistently improving." 
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Flakey Blanton is one 
example. At midseason he had 
bowled a 200 average, the 
highest average ever bowled in 
the league for that period. He 
and his wife Carol have bowled 
for several years with the 
league. Carol is a medical 
analyst for the Plan. 
Brenda Bruce of the Playmates team and Rolie Sayward of the Non 
Producers keep score as their teammates bowl. 
Scott Ausum also scored a· 
record this season. He rolled a 
289 early in the season for th·e 
highest men's game score in the 
recent history of the league. 
Ausum and Charles Thompson 
tied for second place with a 194 
for midseason averages. 
More recently Charles 
Thompson won an MBA 
Tournament with a 242 average 
over ten games. His first place 
win carried an $800 purse. 
In other midseason standings, 
Rose Anne Davis carried the 
highest women's average at 
184, followed by Diane 
Thompson with 177. Dianne 
Davis and Sandy Jennings tied 
for third with 160. Rose Anne 
Davis also bowled the highest 
women's game with a 236. 
Brenda Shepard tries for a strike. She 
is an internal auditor for tne Plan. 
j John Winslow and Charles Thompson 
get ready to bowl for their team. 
"We have some serious 
players," said Wilson, "but we're 
a fun league, too. To even out 
the competition for everybody, 
we use a 90 percent handicap. 
Last year there was only one 
team that didn't have a chance 
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Most of the teams are running 
a close competition again this 
year. The Non Producers led 
the league at the half. 
"For the type league we 
have," said Wilson, "we are as 
good as any and better than 
most. We have fun, but we have 
good bowling, too." 
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